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3} sample of enlisted perscnnel ~f various grades was
interviewed to e€licit their perceptions of the adequacy of
military grievance grocedures with particular emphasis on the
Inspector General system's credibility. Information was also
gathered cn perceptions of the medical care delivery systenm's
adequacy and whether first-term personnel felt that
representations made during recruiting were fulfilled. The
random interviewing cf 710 enlisted rersonnel at 18 military
installations sgread geographically across the United States d4id
not provide results that are necessarily representative of all
enlisted service members because the data were not based on a
statistical probability sample. Findings/Conclusions: The
perceived adequacy cf six major grievance channels was assessed
with regard to Zairness, timeliness, and fear cf adverse action.
With regard t» fairness, the Inspector General had a notably
smaller percentage cf responses with negative attitudes than the
other procedures. Negative attitudes alkout timeliness vere
highest toward the chain of command and the lowest in the case
of the Inspector General. The 390 enlisted personnel who had
attempted to have grievances resolved most frequently mentioned
grievances concerning transfer (32%) and job assignment (30%).
Many respondents repcrted more than onz grievance. The most
frequently utilized grievarce procedure used by the 390
respondents was chain of ccmmand (72%) , followed by the enlisted
advisor (40%) and the local commander (39%) . Fifty-six percent
of respcndents said that pilitary medical care had been
considered a cause for grievance or complaint. (SW)
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The Horovrable Melvin frice, Chairman

House of Representatives
Dear Mr. Chairman:

This is in response to your August 5, 1977, letter requesting tha: we
interview a sample of enlisted personnel of various grades to elicit their
perceptions of the adequacy of military grievance procedures with particular
emphasis on the Inspector General system's credibility. Additionally, we
were asked 0 gather perceptions of the medical care delivery system's
adequacy arg whether first-term personnel felt that represeatations.made
during recruiting have been fulfilled. '

We conducted our study by randomly interviewing 710 enlisted personnel
at 18 military installations spread geographically across the United States.
See enclosure I for a listing of installaticns visited. The sample scope
was as follows: -

Total
Installations First-term Cther Enlisted Men
Visited Interviews Interviews Interviewed

hrmy 5 115 90 205
Air Force 6 120 120 240
Navy 4 50 107 157
Marine Corps 3 7 A4l 108
TOTAL 18 352 358 710

-] RATEN SIS SRS

Since owr data is not based on a statistical probability sample, the
results are not necessarily representative of all enlisted service members.
Therefare, the findings camnot be projected to the entire military enlisted
force.

A lack of representativeness is apparent in texms of components and
pay grade. The table shown on the next page presents cumparisons between
the GAO sample and actual ernlisted strengths.

FPCD-78~1
(964111)
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Camponent Pay Grade
GAO Enlisted GAO Enlisted
Sample Population Sample Population
Army 28.9% 37.9% El1-E2 12.4% 21.3%
Air Force 33.8 26.7 E3-E5 61.3 57.8
Navy 22.1 25.9 E6-E9 26.3 20.9
Mariie Corps 15.2 8.5 , 100.0% 100.0%

100.0% 100.0%

Additionally, the enlisted personnel in ocur sample appear to have a
scmewhat higher education level than the overall Department of Defense
average. Within our sample, %, . percent had less than a high school
education and 41.6 percent had some college. Department of Defense
estimates for the enlisted military personnel a: a whole are 12.2
percent andl 17.9 percent respectively.

The interview instrument used in owr study is ircluded as enclosure
II. It contains 18 questions concerning the military grievance procedures
with emphasis on the Inspector General system. It also contains 14 questions
relative to medical care delivery and 7 on recruiting praorises. The
interview instrument was generally administered to small groups and in same
instances on an individual basis.

NARRATIVE ANALYSIS OF SAMPLE RESPONSES

Grievances

Adequacy of procedures

Several lines of questlon.mg were used to assess the perceived
adequacy of current gr:.eva.nce procedures. Respordents were first asked
whether their service's grievance procedures had been adequately uxplained.
Of the total sample, 26 percent said no.

The perceived adequacy of six major grievance channels (chain of
conmand, local commander, enlisted advisor, Inspector General, civil courts,
and elected officials) was determined in four areas (fairness, timeliness,
fear of adverse action, and overall effectiveness). The table shown on
the next page shows the percents believing that the various grievance
procedures were not fair, timely, and subject to adverse action and that
percents stating that they were not sure.
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PERCEPTIONS OF GRIEVANCE PROCEDURES

rear of

Grievance Fairness Timeliness Aderse Oction

Procedure No Not Sure No Mot Sure Ya:s Not Sure
Chain of command 18% 28% 28% 29% 25% 21%
Local commander 18 26 19 31 26 23
Enlisted advisor 17 30 17 35 15 26
Inspector General 11 44 14 «9 16 39
CGivil courts 16 57 24 52 15 49

Elected officials 20 45 23 51 23 37

With regard to fuirness, the Inspector General had a e zably smaller
percent (11%) with negative attitudes than the other procedures. In terms
of uncertainty about the procedures' fairness, higher levels were found for
the civil courts (57%), elected officials (45%) and the Inspector General
\44%) than the other three procedures.

comand (28%) and the lowest in the case of tne Inspector General (1.4%).

As was the finding for fairnsss, highest levels of uncertainty about timeliness
were expressed toward civil courts (62%), elected officials (51%) and the
Inspector General (49%).

Greatest fear of adverse acticn was reparted for grievances sutmitted
to the chain of camand, the local commander (26% cach) and elected officials
(23%), while uncertainty was &gain highest with respect to civil courts (49%),
the Inspector General (39%) and electéd officials (37%). '

Overall effectiveness, as perceived by the eniisted personnel sammled,
is displayed on the table sh>mn on the next page. Oy the three grievance
procedures that had a minimm "daon't know' respors.2 (chain of camand,
local commander, a=d enlisted advisor), all had Letween 60 and 70 procent
"excellent" or ‘pretty good" ratings. The local camander (69%) wa's the
highest of these. The civil courts received the higlest level of "don't
know" responses to this question (€2%) and were the only grievar s procedure
to have a higher percent negative ("not to good" or "pow.") th.n positive
("excellent" or "pretty good") rating.
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OVERALL EVALUATION OF GRIEVANCE PROCEDURES

Percent of Regggndeuts Rating Procedure .
Grievance Procedure Excellent/Pretty Not too 2%337§oor Don't Know

Chain of conmand 64% 308 h%
Local commander 69 21 10
Enlisted advisor 60 27 13
Inspector General 42 14 44
Civil courts 18 20 62
Elected officials 32 20 48

Use of procedures

Respondentss were asked if they had ever nad a grievance or complaint
that they tried to get resolved, with 56 percent saying yec. The 390 en-
listed personnel sayirg that they had attempted to have grievances resolved
were asked what the complaint involved. Response: to the check list used are
presented on the tahle below. Most frequently mentioned grievances concerned
rransfer (relocation) (32%) and job assignment (30%). Since the percentages
total to well over 100 percent, it is aprarent that many respondents were
reperting more than one grievence.

FERCENT REPORTING VAFIOUS
EASONS FOR GRIEVANCES
(Base: Those stating that
they had tried to get a

grievance cesolved.)

Grievance Percent
Transfer (relocation) - 32
Job assignment 30
Medical care received 26
Promotion actions 24
Job utilization 21
Training 19
Pay administration 18
Correction ~f military

records 13
Classification in a

specialty 8
Other 18
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In aaditicn to the subject of their grievances, these 390 respondents
were asked about the procedures they hed used to attempt resolution. Most
frequently utilized was tie chain of command (72%), frllowed by che en-
listed advisor (40%) and tie iocal commander (39%). The Inspector General
was mentioned by 16 percent, while 13 percent said they had written to
elected officials and 1 percent had gone to the civil courts. Also, 13
percent indicated they had used some other me:ns to attempt to have their
grievance resolved.

A final quesiion in this section of the questionnaire asked for the
reaction of respondents .o the actions taken on their grievances. Four-
tecn percent said they wee "totally satisfied", 38 percent indicated
partial satisfaction, 42 percent said they were “not at zll satisfied", and
5 percent were unable to say yet :

The . Inspector General

When asked whether they had ever compiained to the Inspector General,
118 people, or 17 percent of the sample, rer,..nded affirmatively. Several
additional questions were asked of this subsit of respondents. waen asked
how long they had to wzit before the Inspector General could answer their
problem, 44 percent said less than a week, 29 percent indicated mcre than
a week but less than a month, 14 percent from cae to three months and 13
percent four months and lcnger.

Those who had complained to the Inspector General were asked whether
they were kept advised on the status of their problem, were informed of
final action, and whether they thought the matter was handled quickly. The
percentages respending affirmatively were 57 percent, 70 percent, and 55
percent, respectively.

Satisfaction with the Inspsctor General's action was rated with 26
percent saying they were "totally satisfied", 39 percent "partly satisfied",
33 percent "not at all satisfied", and 2 percent "not able to say yet".

All respondents were asked whether they felt they could submit griev-
ances or complaints to any Inspector General above their local instzllation
Inspector General. Thirty-five percent said yes, 16 percent no, and 49
percent did not know.

The table shown on the next page shcw: the percentages checking various
reasons for not submitting grievances or complaints to the Inspector General.
The most frequently mentioned recson (other than not having a grievance or
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using other means of resolution) was the lack of knowledge about the
Inspecto: Seneral's role (28%) and the fear of adverse action from super~
iors (25%).

PERCENT MENTIONING VARIOUS REASONS FOR NOT SUBMITTING
GRIEVANCES T0 THE INSPECIOR GENEFAL

Reason Percent

Never had a grievance tn be resolved 32%
Used other means of resolving problem 29
Lacked knowlecdge about the Inspector

General's role 28
Feared adverse action from superiors 25
Didn'\. believe case would be handled

fairly o , 12
Didn't believe case would get adequate

nnaring 10

Thougnt complaint was beyond Inspector
General's authority

Unable to get in contact with Inspector
General

Afraid of Inspector General

Wi O

Medical Care

Overall satisfaction

Overall perceptions of military medical care were obtained in two
questions. The first asked whether military medical care was ever consid-
ercd as a cause for a grievance or complaint, to which 56 percent responded
"yas". The other question asked for a comparison of currrnt with past
rilitary medical care. While 18 percent felt it was "getting better” and
25 percent said it was "about tl.e same", 29 percent cla‘.ed it was "getting
worse". The remaining 28 percent said they had "no basis for comparison.

More detailed questions probed satisfaction with self and dependent
care at outpatient (sick call) and hospital facilities. The table shown on
the next page displayes the findings on these questions. For both self and
dependents, satisfaction was higher with hospital care than outpatient care.
Perceptions of each type of care were consistent. That is, satisfaction
levels were quite similar for respondents' own care and that of their
dependents.
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SATISFACTION WITH AND UTILIZATION OF
MILITARY MEDICAL FACILITIES

Self Derendents
Cutpatient Hospital Outpatient Hospital

Satisfied 45% 69% 48% 68%
Dissatisfied 43 23 45 24
Neither 12 3 2 8

100% 160 100% 100%
Utilization: Number 574 142 372 148
Tercenc 82% 20% 52% 22%

Satisfaction With Specific Aspects Of
Military Outpatient Care }

Those respondents who had themselves received outpatient care at mili-
tary facilities in the previous iwelve months (82% of the sample) and those
whose dependents hal received similar care during the same time period (52%
of the sample) reported “heir satisfaction with six specific aspects or
attributes of the military outpatient care systen. The table below contains
the f£indings.

PERCENT DISSATISFIED WITH SPECIFIC
ASPECTS OF MILITARY OUTPATIENT CARE

Aspects Self Dependents

Appointment process 44% 62%
Availability of doctors

when necessary . .o -49 49
Actual medical care 34 35
Oourtesy and censideration

by doctors _ 21 23
Courtsey and consideration

py others 29 35
Emergency medical care 24 31

As with the overall satisfaction ratings, the findings for self closely
parallel those for deperdents, with the exception of the evaluations of the
appointment process. For this aspect, higher dissatisfaction is found for
dependents than self. Of the six attributes studied, the availability of
doctors when necessary and the appointment process are the twc causing the
most dissatisfaction.
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CHAMPUS

The questionnaire also regquested a satisfaction rating
on CHAMPUS. A total of 224 respondents {32% of the totel
sample) whose dependents obtain civilian medical care under
CHAMPUS rated tha: program. Satisfaction was reported by 56
percent of CHAMPUS users, while 33 percent indicated being
either somewhat or very much dissatisfied. The remainder
(11%) =2id they were neither satisfied or dissatisfied.

CH+MPUS users expressing dissatisfaction with the pro-
gram were asked which of several possikle reasons contributed
to their attitudes. The amount of paperwork involved was
mentioned by 51 percent, followed by the cost (49%), and the
difficulty of finding a doctor willing to treat ratients under
CHAMPUS (45%). 1In addition to these reactions to the specified
reasons, 41 percent said there were other reasons for their
dissatisfaction with CHAMPUS.

Recruiting

Promises and Assurances

The final segment of the guestionnaire was directed at
the 47 percent »f £he sample who were still in their initial
enlistment term. They were asi-ed whether information had
been given upon enlistment that ied them to believe they
were promised or assured any of a list of things. The per-

centages of first-timers saying yes were as follows:

69% - Specific military training or schooling
64% - Particular job specialty
24% - Specific unit or station following training
19% - Bonus
5% - Other

Those first-timers reporting promises were then asked
about the sources of these promises. The table below shows
for each type of promise, the percentage of first-timers
citing each of the sources listed. For each type of promise,
the recruiter was cited as the most frequent source followed
by the enlistment contract.

Sources of Promises
Enlistment Printea Do not

Promise Reruiter Contact Material Remember
Training/Schooling 70% 41% 11% 4%
Job Specialty 66 41 12 1
Unit/Station 45 39 11 10
Bonus 63 17 12 S
Other 67 17 il 6
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Broken promises

Respondents having been made promises were asked whether the promises
or assurances had been Kept. The findings on these questions are shown on
the tabie below. .

OUTCOME OF PROMISE OR ASSURANCE

Promise Kept Nct Rept Don't Know Yet
Training/Schooling 83% 15% 2%
Job Spec.alty 72 25 3
Unit/Station 82 13 5
Bonus 31 42 27
Other 29 50 21

1. a promise was identified as not having been kept, further probing
was conducted to determine (1) if there were extenuating circumstances,
(2) whether the enlisied member had written proof about what had been
promised, (3) whether he/she had been notified that the promises or assur-
ances would not be kept, and (4) what means (if any) of seeking corrective
action had been used. A total of 83 first-timers (25%) were identified
who reported one or more broken promises. Of these respondents, 7 percent
had waived the rights to what was promised and 5 percent said that they did
rot meet the qualifications. Additionally 25 percent knew of some other
reason why promises or assurances made to them had not been kept. But 55
percent responded that they did not know why the promises or assurances had
been broken.

Thirty-eight percent of those first-timers reporting a broken promise
claimed to have been given something in writing stating what had been
promised. Forty-eight percent said they were notified verbally that the
promises would not be kept and another 11 percent were given written notifi-
cation. The remaining 41 percent claimed that they were not notified.

The table shown on the next page shows the means used by this group of
first-timers to seek corrective action regarding unkept promises. The chain
of command and the enlisted advisor were the most frequently used procedures.
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MEANS USED TO SFEK CORRECTIVE ACTION
REGARDING UNKEPT PROMISES

Means Used Percent
None 36%
Chain of command 37
local camardar 12
Enlisted advisor 23
Inspector General 6
Civil courts 4
Elected officials 10

Detailed tabulations of the responses as requested by your staff are
contained in Enclosure III. We trust tha'. this information satisfies your
request. We would be most happy to assist you or your staff in future
analysis and interpretation of ocur sample data.

As arranged with your office, unless you pblicly announce its contents
earlier, we plan no further distribution of this report until 30 duys from

the date of the report. At that time we will send copies to interested
parties and make copies available to others upon request.

Sim’er_;elj'yo\n‘s,
Zw A
Camptroller General
of the United States

Enclosures

10



‘ENCLOSURE I ENCLOSURE 1

LIST OF INSTALLATIONS AND ACTIVITIES VISITED

Marine Corps:

2nd Marine Aircraft Wing
El Toro Marine Corps Air Station
Camp Pendleton

Service Installation/Activity Location
Army:
Presiiio Arm, Fost California
Fort Riley Kansas
Fort Sill Oklahoma
Fort Polk Louisiana
Fort Beraing Georgzia
Air Forca:
Travis Air Fn~:ce Base California
Norton Air Force Base California
Keesler Air Force Base Texas
Robins Air Force Base Georgzia
Langley Air Force Base Virginia
Whiteman Air Force Base Missouri
Novy:
Naval Air Staticn, Cecil Field Florida
Naval Air Station, Norfo.x Virginia
Naval Air Station, New Orleans Louisiana
Naval Air Station. Alameda California

North Carolina

California
California



ENCLOSURE II ZMCLOSURE I1

SAMPLE OF INSTRUMENT USED TO INTERVIEW
PERSONNEL ON OUR REVIEW OF MILITARY
MEMBER PERCEPTIONS OF GRIEVANCE PROCEDURES



1.

z.

3.

4.

s.

7.

Processing
Use Omly
s 1=
1n vhat s .rvice are you pov Jerving? (6)
-] Army
—3 Novy
3 Atr Force

& Marine Corps

Are you currently serving on you: inmitial
enlistment period?

—— YoB
u your present pay grade?
i n

2!2
3!3

S 25
6 x6

1
Ill
9!9

Sov long have you been in the rilitary?
Less chan 1 year

1 to 4 yaars

4 to 10 years

10 to 15 yesrs

Over 15 years

What 4s your highest level of education?

1 Less than high school graduate
2 GED certificate or diploms

3 Bigh school graduate

4 Some college

S College graduate

Sov would you rate your curreat sat-
isfaction level with respect to military
1ife? .

el Vary much satisfied .

"2 Somewvhat satisfied

3 Neither satiefied mor
dissacisfied

b Somevhat dissatisfied

TS Vary much dissstisfied

intend to Temmlist vhen your

By you
present terw of searvice is cowpleted?
1 Defiattc v yes

2 Prodably s

3 Probadly e

4 Dafinitaly so

S Doas mot apply - I will retire

vhen wy curremt term of eervice

is completed
—t Undocided

(7)

(8)

(9

(10)

Q1)

@

GRIEVANCE OR COMPLAINT PROCEDURES

The folloving questions nunbered & thru 25
should be answered with the understanding that
matters such as asount of pay, retirsment, ete.
aTe not to ba considercd as grievance or coe-
plaints for purposes of this questionnaire.

10.

Havo your service's grievance proce-
dures been sdequately axplained te you?

Yes, pitiodicaily
Yes, upon initia; enlistment on
No

Plesse indicate for each of the following
(~a thru f-) whether you feel you would
gat fair representazion on a complaint or
grievance.

Not
Yes Ko Sure
a. Chatn of Command _ 1 __2 __3
b. Direct to Commander
(open door policy,
. commander's call,
ate.) -3 2 _3
¢. Senior ealisted
advisor 1 2 3

4. lnspector Gateral __1 2 3
e. Civil Courts 1 2 3

f. VNriting to the
President, Seaators,
or Congresssen 1 2 __ 3

13

ly

(14)

(68))

Qse)
an
18)

Q9)

if you had & grievance or complaint, would

it be a:ted ypon, quteuy*

Rot
Jes  No  Sure
a. Chain of Command _ ) __2 _ 3
». Direct to Commander
{cpen door policy,
commander's call,
ote.) 1 2 3
e. Semior ealisted
sdviser 1 2 3
d. lsgpecter Gemersl ___ 31 __2 __ 3
e. Civil Courts —_— —t 3
f. WUriting to the
President, Sanaters,
ot Cougrassmen 1 .2 3

(20)

(21)

(22)
(23)
(2¢0)

(23)



u.

12.

13.

1.

Do you feel sdverss (negative) action would
be directed against you 1f yuu complained to

esach of the following? (check -s thru f- below)

Not
Yes Mo Suce
a. Chain of Command -t 2 __3 (26)
b. Direct to Commander
(open door policy,
commanier's call,
etc.) 1 2 _3 «(2n
C. Senior enlisted
advisor 1 2 __3 (28
d. Inspector General (IG) __1 __2 _ 3 (29)
a. Civil Courts o1 2 3 30
f. Writing to the
President, Senstors,
or Cingressmen 1 2 3
Have you ever had a grievance or complaint
that you tried to get resolved? (32)
1 Yes
-2 No (skip to #16)
What did this (these) grievance(s) or
complaint(s) involve? (check all that
apply)
__A.Pay administration (33)
--b.Promotion actions (34)
—t.Jcb assigmment (3%
‘oS Transfer (relocation) - -+ . (36)
—9.Classification in a specialty a7
—f.Medical care raoceived (38)
3. Training (39)
—h.Job utilization {40)
—1.Correction of military records (41)
§.Other (please cpecify: . )(62)

Jhat means did you use to attempt to have
your grievance(s) or complaint(s) resolved?
(check all that apply)

-2 Writing to the President, Senators,
or Congresseen
b+ Civil Courts
—t. lospactor General (1G)
——ts Senior ocnlisted sdvisor
—8. Direct to Commander, (open doer
policy, commander's call, etc.)
-f. Chasn of Command
g. Other (please specify: )

(43)
(44)
(43)
(46)

(7)
)
149)

')

15.

16.

17.

18.

19.

20.

Overall, vhat hae been your reaction to
the actions taken on your jrievance(s) or
complaint(s)? (50)
1 Totally satisfied

w2 Parcly satisfied

. Not at sll satisfied

—b Not able to say vet

Who would you approach to solve a serious
complaint or grievance? (number your choices
1 thru 6 1in the order you would follow)

2. Writing to the President,

Senators, or Congressuer (31)
b Civil Courts (52)
w2t . Inspector Genersl (1G) (53)
. Senior eniisted advisor (54)

. s.Direct to Czamander (open door
polizy, commander's call, etc.)(S5)
£.Chain of Command . (56)

Have you ever complained to the lnspector
General (1G)? (57)
-1 Yes

—2 No (skip to #23)

How long did you have to wait befnre the
16 could ansver your problenm? { 3)
lLess than a week

1 week

2 weeks

3 veeks

1 = 3 mcaths

é ~ 6 months

Over 6 -months

Were you kept advised by the IC on the
status of your prodlem? (59)
1 Yes
2 No
=3 Action currently pending

Vere you ioformed of final sction on
the complaint or grievance? (60)
-l Yes

—3 Action currently pending

Vas the mstter handled quickly? (61)
— Yo
—3 Action currently pending



22,
2.

24.

zs.

Bov satisfied are you wvith che IG's action? (62)

wed Totally satisfied
s Partly satisfied
3 Not at all satisfied
et Not able to sey yet

Do you feel you can submit grievances or
complaints to any Inspector Genersl (1G)
above ywur locsl installation 1G? (62)
.l Yes
—3 o't knov
In the past have you had grievances or
complaints that you did not submit to the
IG because of any of tne following?
(check all that apply)
lacked koovledge about the IG's role (%4)
Dida't believe my case would be han-
dled fairly (65)
Didn't believe 1 could get an adequate
haaring (66)
Was not able ro get in contact with
the IC (67)
Feared adverse (nagative) action such
as excessive details, lov rating, etc..

from superiors (68)

— Dida't think the IG could handle it

becsuse it is beyond his suthority
to resolve (69)

___. Uned some other maans of resolving
the prodblem 0)
Afraid of 1C (71)

. Bave never had s grievance or cow~
plaint that needed to be resclved (72)

Bow would you rats esch of the folloving
weans of resolving grievances or cowplaints?
(Fi1l1 out all blanks -a thru {- belov using
the foilowing :hoices.)

1 Encellent-
2 Pretty Goeod
3 ot too Good
4 Poor

S Den't know

thain of Command (73)
Direct to Commander (opmn door policy,
commander'e coll, ete.) (7)

.

—¢. Benior sulisted advisor @3
ad: Inspector Geseral (76)
w2+ Civil Courts an
—t+ Uriting to the President, Semator

or Congreasmen (78)

?

1

Tor Dats
Processing
Use Ooly

cec 1=

MEDICAL CARE

28,

T 29,

Have you ever considerad m.litary medical
care to be a csuse for a grievance or

complaint? (&)
—1 Yos
-2 Fo
In the past 12 wonths, how |any times
have you gone to a military medical
facility for gutpatient trestmenmt (sick
eall)? (s
_— ;lono (1f none skip to ¢29)
— 2
.
- =6 .
w— MoTE® than 6
Overall, hov satisfied or dissatisfied
are you with the outparient care you
received on eick call at -uiury’:dicnl
facilities in the past 12 =months? (6)

1 Very much satisfied

2 Somevhat satisfied

3 Reither satis®ied nor dissatisfied
4 Somewhat dissatisfied

S Very much dissatisfied

Hov many dependents do you have (ex~
cluding yourself)? (¢)]
:on (4f none skip to ¢32)

1]

2
3
&
5 or more

1o the past 12 moaths, hov wany times
have your dependents gone to a nilicary
sedical facility for outpsatient traat-
menc (sick call)?

{8)
:oao (1f vosme skip to #32)

2

3

b6

¥ore than 6



an.

Co

a.

Overall, how satisfied or dissatisfied

are you vith the outpatient care (sick

call) your depender:. received at military
facilities in the pas:t 1Z sonths? (9)

—1 Very much satisfied

—_2 Somevhat satisfied

—3 Neither satisfied nor dissatisfied ’
-6 Somewhat dissatisfia

—_5 Very much dissatisfied

Please indicate your satisfaction or
dissatisfaction with esch of the follow-
ing aspects of military outpatient medical
care for you and your dependents (if you
have any). (Till out questions -a thru f-
using the following choices.) <.

1 Veary mu. h satisfied

2 Somewhat satisfied

3 Neither satisfied nor dissatis{id
4 Somewvhatr dissatisfied

$ Very much dissatisfied

é Do not have an opinion

Self Dependents
The appointment process:

saking an appointment, the

apount of time between

making the appointment and

the day of tiie appointment,

and the smsount of time spent

in the waiting room. 10) a1

—
The availability of doctors
vhen necessaty rather than .
‘being tresated by someone
with less medical training
such as a nurase ur COrps~
man. 12 —a»
The actual medical care

Teceived. —(14) - _(15)
Courtery and consideration

shown by doctors. —_Qe) an
Courtesy and consideration
shown by other persemnel. ___(18)

__20

Qa9

Emergency medical care. (21)

In the past twvo years, have you been
hospitalized in & military hospital? (22)

-1 Yes

2 No (skip to £3S)

3é.

3s.

36.

37.

38.

39.

Overall, hov satisfied or dissatisfied
are you vith the caTe you received at
military hospitals in the past two years? (23)

—1 Very much satisfied

-2 Somevhat satisfied

—3 Naither satisfied nor dissatisfied
___4 Somevhat dissatisfied

—_5 Very much dissatisfied

In the past twe years, have any of your
dependants been hospitaiized in a mil-
itary hospital? (24)

-1 1 have no dependents (skip to #37)
—i Yeos
—3 No (skip to #37)

Overall, hov satisfied or disiatisfied
are you with the care your dependents
received at military hospitais in the
past twb years? : : (23)

el Very much satisfied

—2 Somevhat satisfied

e’ Neither satisfied nor dissatisfied
-t Somevhat dissatisfied

—5 Very such dissatisfied

In your opinion hov does current ailitary
madical csre compare with pest military
medical care? (26)

-1 Getting better
2 About the same
3 Getting vorse

—: Mo besis for comparison
If any of your dependents obtain civilian

madical care under CHAMPUS, hov satisfied
or dissstisfied are you with that progras? (27)

]

—1 1 have no dependents (skip tec #4J)
—2 1 have dependants, but do mot
use CHAMPUS (skip to #40)
3 Very much satisfied (ekip to #40)
—t Somevhat satisfied (skip to #40)
—3 Netither satisfied nor dissatisfied
(skip to #40)
-3 Somevhat dissarizfied
-] Very much dissarisfied

Why are you dissstisfied with CHAMPUS?
(check all that apply)

= It 1s hard co find & doctor
villing to trest patients under

CRANPUS. (28)
e There 13 too much papervork

imvolvoed. (29)
— CRACTUS (s too costly (30)

e Other vaacsn (plesss specify: ___ ) (31)



RECRUITING - (Answer the following questions only if

40.

4.

42.

3.

serving initial enliscment)

Were you given inforsation upon enlistsent that
led you to beliave that you were promised or
assured any of the followiag?
R L L] Bo
«~Specific milicary training
ot schooling ~1 22
~Specific unit or station
following training =1 _2qay
«Particular job speciality =1 .2 34)
If you were given promises or assurances concerning
any of the folloving, vhat was the source of this
information? (check all that apply)
Enlist. Printed Deon‘t
Recruiter Contract Material Remember
=Training/
Schooling 1 - ! -—3 — % (37-40)
mie/
~tation " 2 3 et (41-04)
«Job 3 \
Speciality 1 2 3 & {45-38]
=3onus 1 S 3 _—k (49-52)
=0ther
(Specify; _ ) _1 2 —3 % (53-56)
Did the service keep its promises or assurances to
you about the following? (£1ll out a. thru e.
below)
No promise Promise Promise Don't know
aade kept  not kept _ yvet
a. Training/ ) . . .
Schooling — -2 -3 __e (5"
b. Unit/
Station -1 —_— 3 b (38)
c. Jab
Specialicy 1 a2 3 6 (59
4. Bonus 1 _2 3 __& (60
8. Other 1 -2 3 __& (8
(Bpecify: ' )
12 the survice did not keep its promise¢ or sssurance,

do you knov why? (check all that apply)

—_Doss not apply (62)
—Pid DOt mest qualifications (63)
—btived rights o vhat vas (64)
promisead or ssrired (65)
Other reason (specify: ) (66)"

—_Don't knov

b4. If the service did not keep its promises
or assurances, vhat seans (1f any) have
you used to obtain correction sction?
{check all that s%ply)

__Does tot apply (67,

—__Chain of Command (68

__Direct to Commander (open door policy, (69)
commandars call, etc.)

—Senior enlisted adviser (70)
—_Inspector General (IC) (74)
. Civil Courts (72)
—_NWritirg to the President, Senators,

or Congressmen (73)
~.Other (Specify: ) {76)
. None (75)

45. Were you given anything in writing that stated
wvhat had been promised or assured? (76)

1 Docs not apply - Ko promises or assur~
ances we.e given
-2 Yes
3 No

46. How were you notified that the promises or
assurances made to you would not be kept? (77)

1 Verbally

2 In wricing

3 Wes not notified

& Does not apply - No promises or assur-
ances vere given

> Does not apoly - All promises or assur-
ances vere kept

-6 Does not apply =-.Do not kyow yet 1if
promises or assurances vu{ be kept




ENCLUSURE 111

DETAILED TABULATION OF RESPONSES

ENCLOSURE 111
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